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EIM/ESM Documents, 
Newsletters, and Train-
ing Materials 
 
Contact Us:   
POS.EIM-
ESM@massmail.state.ma.
us  

Our First Fully Implemented Agency!  

This month, the Department of Veterans’ Services will reach an important 
milestone: its EIM/ESM implementation will be complete!  Once the Au-
gust billing cycle concludes, the Department will administer all contracts 
with Purchase of Service (POS) providers through the EIM/ESM service.  
Thanks to all the agency and provider staff whose hard work helped us to 
reach this goal! 

  

Online Training Now Available 

Provider staff members new to the EIM/ESM service have a fresh way to 
learn about it: online training courses.  Online courses are interactive pro-
grams that a user can take, anytime, sitting at his/her own desk.  Last 
month the Training Team released a collection of online courses through 
PACE, the Commonwealth’s new Learning Management System, which 
stands for Performance and Career Enhancement. 

Available courses target cost reimbursement billing practices as well as 
introductions to EIM/ESM, the Virtual Gateway, and taking online courses.  
Learners may not have access to all courses; each person’s curriculum is 
customized to the specific ways an individual will use EIM/ESM to do his/
her job. 

Completion of assigned courses must occur before access to EIM/ESM is 
granted.  For staff with billing responsibilities, completing the coursework 
in a timely manner is especially critical so that you can bill for your organi-
zation.  Users can check the Announcements link in PACE/LMS for the lat-
est updates and FAQs.  Course content, even after it’s completed, is al-
ways available to the user through the Student Learning Center in PACE/
LMS: 

Though now geared for new EIM/ESM users, online course materials and 
classroom registration soon will be made available to existing users.  Stay 
tuned for more details! 

EIM/ESM Overview 
 
The Executive Office of 
Health and Human  
Services is implementing  
a web-based invoice and 
service management  
system (EIM/ESM).   
 
EIM/ESM replaces and 
standardizes manual, pa-
per-based processes that 
vary across EOHHS agen-
cies.  The service im-
proves internal controls 
and streamlines invoice 
submission, approval, and 
payment.  It also provides 
a central repository of  
information on all POS  
expenditures and  
service delivery.  
 
In addition, EIM/ESM  
provides intake and  
service delivery  
management features  
for the Department of  
Public Health and  
its providers.  
 
EIM/ESM will eventually 
support approximately 
10,000 users, processing  
invoices totaling $2.1B.  
each year. 

The EIM/ESM Update is sponsored by the Executive Office of Health and Human Services. 
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The source for the latest information on the Enterprise Invoice/Service Management Service 

 

Steps to Access CBT Content after Having Completed a Course 

1 Access PACE/LMS, http://comasskcprod.mksi-lms.com/.  Be sure to use 
the login and password provided in your “Welcome to PACE” letter. 

2 Select Student Learning Center from the PACE Home Page. 

3 Click the Course Catalog link. 

4 Search courses by entering “EIM” in the “Keywords” field and clicking 
Search. 

5 Click the [Course Name] [Online] link for the desired course. 

6 Click the Browse Course button to re-access the course (do not use 
Take or Review). 
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A Reminder for Our Providers 

Staff from provider organizations that have been using EIM/ESM for some time 
(and have active FY 07 contracts in EIM/ESM) will need to be careful when doing 
their July billing this month.  Please be sure that the contracts you select to bill 
against are for FY 08!  Providers just starting to bill via EIM/ESM should not 
have this concern; any FY 07 contracts should be inactive in EIM/ESM.  Thanks, 
in advance, for your careful attention to this matter. 

Working to Serve You Better 
Have you called Virtual Gateway Customer Service lately?  If you have you will have noticed the new 
caller options in place.  We updated our systems and callers are now able to select from 5 choices to 
get their questions answered.  This system makes it easier for callers to get the information they 
need.  It also helps to handle call volume increases.  This flexibility is important:  this year, the Vir-
tual Gateway’s user base is expected to double. 

As with any new approach, progress is being monitored carefully to be sure we keep wait time to a 
minimum.  And, when there is a wait, callers receive helpful information – such as tips about pass-
word resets – related to the reason for their call.  Our goal is to provide users with efficient and ef-
fective support.  We look forward to hearing from you! 

 

 

 

 

New Tools to Support Release 3.3 
We soon will release the next version of the EIM/ESM service, which aims to improve performance in 
a number of critical areas.  To help you understand the changes involved and any potential impacts, 
we’ve created “Release Notes.”  Please watch your e-mail; we will make them available in conjunc-
tion with the release. 

What’s Next 

During July and August, the Department of Youth Services and the Massachusetts Rehabilitation 
Commission will add to EIM/ESM 85 contracts held with more than 50 POS providers.  Deployments 
continue with the Departments of Mental Health, Mental Retardation, and Public Health, who in that 
timeframe will add over 1,000 contracts held with more than 400 POS providers.  We appreciate all 
the hard work these numbers represent! 

Virtual Gateway Customer Service 
 
Monday — Friday 
8:30 AM — 5:00 PM 

1-800-421-0938 
1-617-988-3301 (TTY) 

The EIM/ESM Update is sponsored by the Executive Office of Health and Human Services. 

 

Option For questions about... 

1 …Logging in to the Virtual Gateway (includes password resets) 

2 ...EIM/ESM 

3 ...Common Intake 

4 ...Scheduling training or online training 

5 ...All other issues 

Note: Changes do not apply to the TTY line used by the Virtual Gateway. 
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